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ABSTRAK 
 
Meliza Auliani, 2017; Pengaruh Service Quality dan Store Atmosphere 
terhadap Customer Loyalty dan Consumer Satisfaction sebagai Variabel 
Mediasi (Survei Pada Pelanggan Farmers Market Grand Metropolitan 
Bekasi). Skripsi, Jakarta: Konsentrasi Manajemen Pemasaran, Program 
Studi S1 Manajemen, Jurusan Manajemen, Fakultas Ekonomi, Universitas 
Negeri Jakarta. Tim Pembimbing: Setyo Ferry Wibowo, SE, M.Si & Usep 
Suhud, Ph.D. 
 
Tujuan dari penelitian ini adalah untuk menguji pengaruh service quality dan store 
atmosphere terhadap customer loyalty dan consumer satisfaction sebagai mediasi 
pada pelanggan Farmers Market Grand Metropolitan Bekasi. Desain penelitian 
yang digunakan adalah deskriptif dan kausal, sedangkan teknik pemilihan sampel  
yang digunakan adalah purposive sampling. Metode pengumpulan data 
menggunakan metode survei. Populasi dalam penelitian ini adalah pelanggan yang 
pernah berbelanja minimal dua kali selama enam bulan terakhir pada periode 
Januari-Juni 2017. Total sampel pada penelitian ini berjumlah 200 responden. Pilot 
studi dilakukan kepada 50 responden. Alat analisis yang digunakan dalam 
penelitian ini adalah SPSS 23 dan LISREL 8.70. Hasil dari penelitian ini 
menunjukkan bahwa service quality berpengaruh positif dan signifikan terhadap 
customer loyalty, variabel store atmosphere berpengaruh positif dan signifikan 
terhadap customer loyalty, variabel consumer satisfaction berpengaruh positif dan 
signifikan terhadap customer loyalty, variabel service quality tidak berpengaruh 
positif terhadap customer loyalty melalui variabel consumer satisfaction, variabel 
store atmosphere berpengaruh positif dan signifikan terhadap customer loyalty 
melalui consumer satisfaction. Nilai goodness of fit pada fit model SEM 
menunjukkan nilai GFI sebesar 0.83, RMSEA 0.063, CMIN/df 1.8, RMR 0.05, CFI 
dan TLI sebesar 0.96, serta AGFI 0.80. Hasil penelitian ini bermanfaat untuk gerai 
ritel Farmers Market dan gerai ritel lainnya.  
Kata kunci: service quality, store atmosphere, kepuasan konsumen, loyalitas 
pelanggan, ritel 
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ABSTRACT 
 
Meliza Auliani, 2017; The Influence of Service Quality and Store Atmosphere 
Toward Customer Loyalty and Consumer Satisfaction as an Intervening Variable 
(Survey on Customers of Farmers Market Grand Metropolitan Bekasi). Thesis, 
Jakarta. Marketing Concentration, Study Program S1 Management, Faculty of 
Economics, State University of Jakarta. Advisory: Setyo Ferry Wibowo, SE, M.Si 
& Usep Suhud, Ph.D. 
 
 
The purpose of this research is to tests empirically the influence of service quality 
and store atmosphere to customer loyalty and customer satisfaction as an 
intervening variable on customers of Farmers Market Grand Metropolitan Bekasi. 
The research design used was descriptive and causal, while the sample selection 
technique used was purposive sampling. Method of completion of data by survey 
method. The population in this study were customers who had been shopping at 
least twice during the last six months in the period from January to June 2017. The 
total sample in this study requires 200 respondents. Pilot study was conducted to 
50 respondents. The analysis tool used in this research is SPSS 23 and LISREL 
8.70. The results of this study indicate the service quality positive and significantly 
affect to customer loyalty. The store atmosphere positive and significantly affect 
customer loyalty. Consumer satisfaction positive and significantly affect customer 
loyalty. The service quality is negatively affect customer loyalty through consumer 
satisfaction. Store atmosphere positive and significantly affect customer loyalty 
through consumer satisfaction as an intervening variable. The goodness of fit value 
in the SEM fit model shows the GFI value of 0.83, RMSEA 0.063, CMIN /df 1.8, 
RMR 0.05, CFI and TLI 0.96, and AGFI 0.80. The results of this study are useful 
for Farmers Market retail stores and other retail business. 
 
Keywords: service quality, store atmosphere, consumer satisfaction, customer 
loyalty. 
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